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NEW QUESTION # 32 
Cloud Kicks is preparing to migrate to Service Cloud from another system. The current system has thousands of help articles such
as FAQs, step-by-step guides, and troubleshooting guides. A group of specialists will create and manage these articles in Salesforce.
What is the recommended license for the specialists?

A. Knowledge Only User
B. Salesforce Platform
C. Satesforce
D. WDC Only User

Answer: A

Explanation:
Knowledge Only User is the recommended license for the specialists who will create and manage knowledge articles in Salesforce.
Knowledge Only User is a user license that allows users to access and use Salesforce Knowledge, but not other standard Salesforce
objects or features. Knowledge Only User is a cost-effective license for users who only need to work with knowledge articles.
Verified References: :
https://help.salesforce.com/s/articleView?id=sf.users_license_types_available.htm&type=5 :
https://help.salesforce.com/s/articleView?id=sf.users_license_types_knowledge.htm&type=5

NEW QUESTION # 33 
The Universal Containers sales team has been so successful in signing new customers that the support team is unable to provide
same-day customer assistance.
What should a consultant recommend to address this problem?

A. Provide a self-help Customer Community.
B. Add more support phone lines.
C. Limit Customers to 5 Cases per day.
D. Ask sales reps to respond to support Cases.

Answer: A

NEW QUESTION # 34 
Cloud Kicks is preparing to support customers through SMS text messaging and WhatsApp. Support agents will need to easily
switch between multiple customer conversations. Which two features will help meet the requirements?
Choose 2 answers

A. Service Console
B. Chat
C. Social Customer Service
D. Messaging

Answer: A,D

NEW QUESTION # 35 
Which two capabilities of Lightning Knowledge ensure accurate content in Articles? Choose 2 answers

A. Data Category to assign an article record type to a Reviewer.
B. Validation Rules for article record types to verify all fields during creation.
C. Knowledge Action to Publish an Article once the Article is approved.
D. Approval Process that assigns an Article to a Reviewer Queue.

Answer: B,D

NEW QUESTION # 36 
A client's Support Call Center has seen an increase in call volume on a new product line. The agents are



having problems resolving issues and have been escalating to Tier 2 for support.
Which action should be taken to reduce the call volumes and escalations?

A. Create Knowledge Articles and publish internally and publicly.
B. Configure IVR routing to bypass Tier 1 for the product line.
C. Configure Omni-channel to assign cases directly to Tier 2.
D. Create a dashboard to track and manage call volumes by type.

Answer: A

NEW QUESTION # 37
......
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